MIDOCEAN Sl DY) i

) Baged (ug ol

Ao A<yl jaliall B eSlaadl ¥y jujad Ao Adelinl) Adayal cligy; dedd sags i

dilane dya

Slaud) 29> abe talac)
233000713 : canlSY) a8




Midocean University

MIDOCEAN

College of Media and Marketing

Bachelor of Digital Marketing

The Impact of Chatbot Service Quality on Enhancing Customer Loyalty in

E-commerce Stores

Prepared by
Maram Jony Albandak

Supervised by:

Dr. Aliaa Qamer

March 2026




Lial) il A8 lua Y

& Asal) sl 5y aal elidaaV) HSY il o saciad) dddelil) Ldajall sy e
Sl djgna 8IS L) et Gus cBpealaall dug S Blaill A e Sleal) daxd ilinil il
el Bl aalgil) Gakatg laia) BeliS

22 8)%8 (s3an (3T Analiia dgnbiiy Afing b Al o V) cpluid) ) eVl 13 e aills
Gl b A edgageadl Ao pell ASLedl) bl llgiondll el il 3lSlae e A0V Aakaiy)
() Calalally "Je i) Al (e (ggine () Joail ALl dbaaill 3900 Syma J5la pddiine d1jas
Bagal "dae il a1y Al AR deida Jsn () pae (e Al da) B Ada ) AICEA sl
Cun ¢ iKY aiall ae dinhyainly daeall sl vy 'altie o35 ol (g Ciligng il s38 dedd
Slaall Haa ) (255 A o e mil Y S Jelinl sasa (B seaidl) (ai o (S5
 Oiliall

Aally e pullS) sagall sl (e (o sty il SY) 108 aml Auld) dslad) 55 cla g

L lldy cgagmndl panll (520 Vsl ol A2 lia 8 LSV astl) (sl by (L) ecidalal
OSlgisall A€ hul) iladgilly Loddiuaall Ll G Bemill a2y sale 73l asil

Al calaaf : Ll

Aol Joeal) Lpat e Tl SSY) Laaall ciligg ) dadd Baga alaal agans

Apagaall Lg S jabiall 8 V) ) lexd e Jad) eDlaall Ly (ogie (ulid

Al Sl o¥oll y3ats bl HS5 dn ad)y (8 Cagg )l Dlatiad Baga dnals (Al 50l Julas
Al

" (Marketing Automation) (3wl dual' 55U Gauail dg g jabiall dolee Ciluags aud
cdaanll L) ey L




L) i et (TG

Algiadl lgaiay ) 40 Aoyl Lol Auhall o2 3 L) Ciped LAl cligng; dass Baga Y
S FSN amal 8 (s l) S VT 0 s desty (53 e lially R Y] (g (53500l
ceDbanll hludin Aadag Lysh blatiud 4 o gl 58 8 Basall o3 duay Auhall Jas
s3e O (53 " bl e ) Yoy ¢ ol ¥ ly Aggadls ani dujlsn dgaly s aa
ol g Blalial jalall ey dread) jall dasadie Jols adfiy Jlsall Gl agd (e syl 5)08
s (OLinl) Luball ) 8 4l dacaddll jolaal) o duall 28 Gllaind PlA e i) 18

(ABsisall cCalalanll (Bl (depudl) slad] azs

gy ) alviadly o) BlaY) Gl sa Gaadl 3a Glas 8 Liha) 4 aal) edaall oYy :LalE
Cligsg ) lndy o) Faad )l ailard aa Falady) diyad Aoy (gagandl (g AN aiall slas dllgiall
8 53V anl) A Sy (52" Sobud) oI 58 JY1 ¢ cpmnliad s 8 eVl 138 Jiag L (L82))
Al Baasil) (b duay g3 " Allall Yl sa S (3ly Slifieen i) (e eyl Auad S
DA e i) 1 ulily dplaall Adlall clas¥l jeaidlly (Word of Mouth) (e andl
Al 038 Fguy (520 G aad Al e ) Glaiul) b Cuntiall ldle Juany ) Slayall Alass

cGgmll (B AT Guudlic 39ng a2

lleal Liavadall duad )l clindailly cibiaial) 8IS Ll Lilia) Cajad agaad) duig sty jalial) :EIG
condy U (sasmad) llgindl Cangind o Led e Bpagandl Gyspel) ALadl (e 347 ) A3pailly al
cllaadl 138 g e W) £82)all gy )5 oo lilaal) oSH @il Lo LgDlas pe s alas b aaials
DS (e dadiall landll Basa o oy G cApluadl Luhall L (g8 A Agally A0\ A
ASLaall 2255 (531 b)) (galci®Y) Joal) (a8 (53 5masl) acinall A yl) lallaill ps Lgias)ga (520

2030 423, 38




pAgilasall Ayl duagia

| Tgadl

LSl 5 oY) G ) il yall iDal rsal) gia
syl 314

c oSl Gl

: ddal)

e By 5ye LIV Dlaall daad aa lolalas 28 193 o<y Ol oy ¢ cu ¥l e gudiall (e dodee dic
el 6 AT P J&Y)

Aald) clahall e,

Lplaill ol Juali 8 L0l Luhall ]t (M) _alall 3lhaially dyeal) 5S35l giall 18 (Jic)

Cugld ) 5hY dnalell 3ggally sl 55 Gray o3k didaty Gabaind ) o us il
Aadl) dill 3 eDlaal) oYy S Adaal) \gBdle s Adajall Ciligns ) ilerd Basa lpiia Lgilag yha
Cagislly ¢ Anally alladl ad) agiiall madle CaliSind N Alaiindl] gl 138 Cargss cipaladl)
Colily BUEY) dngl o epall il e cpifag il (g Aslall lubal) 4] gl Lo o Ay
lgantd Al A A0Sl Afad) sadl) e CalSU Lws elldg cdgplatll miliilly damgid) colallaidl b
sl (Boudl) dnagad aa pelsiy olaie e lgiadlan (IS Lubal) madss g badl el
gl ailellag

-

Ol (385 gy luball o3a Caniad @ dalilly mgiasll anlis oagie plaje s dal s
s Al saill e elldg cCanll (6581 ilgagill Gluan (Cnsad) Gi9a) Gt

& e peaall 1 3K Ll cligy) cledd Baga dladf sl clul Y1 jsaall o
o)) Ysems Auiadaghl BUSI (po Teay oo libaa ] o\SA dulelinl) Al 8 539l yulas okt
eyl Cabalaally 4l aladY)




osaall 138 mpeiing: dgad)l) Add) B edleadl oYy Ciladaa clgli clafps 1 AEN ) gaall
Lowdlil) Jl 3 Al Ll Joeall alalally Jiadl bW ol ol clls ) Y
¥l 13a alxind e A SNV Aojal saga g deluiial) duad)l

Lyl iligng) clasd Baga clglis cladd :J ¥ saal)

L 1Aty oYl Ao Wiy bl clasdl) Baga " Olsin (2024) Alaadll Ay b
S8 o sadiadl) daal gl A Basal) Ciligiee dias ) Cdpdgaad) saliadl o Al
(el (il (1o (400) lealsh die e duhall ciiads Jalatl) dolxiad oliy b Wil o ks
(st ey gt e Auhall cadie) dpygendl Lyl Sl 8 Slgiad) adine ) Gsay
Wpgnss AN aranail) 53sa of ) Luball @il cliagig dslaall i) pead Glaiad a0 Cuadiuly
CaiS LS ¢ S S padally dread) (o dpad)ll A8 ol (8 daghll jaa Jiad 428l doslaall Juasl
Lae ¢SS dlall Adlad) &bl in) s V) U 80U G 3y S8 Jany (sasnndl llgindll o 0o
Bylas) - plisall Liapll (Glacag Zndlinl) shaall ajenl duactiliad 8)g pun Adaall ey jled gkl rag

(2024 ¢ sl

glals sdlanl) dadd (B Ao lail) Adyal) ciligagy (A bl " (lsias (2023) AN du)s o
¢ aadl Goudl 8 ligag ) Aleld (e a3 A Al gl @lsal) CalaSiu) ) ¢ gagaad) Al
Gomlly Jlae ¥ aainn ) ety A5l g Uad eDhacg (53030 (30 (300) Lgalsd e e Auall cizla
et iy Ailia 3la) Crendiuly ¢ oaise iag e Slo Ll Cadie) dugead) dupal) Al b
Glagl o adieal (goallly N Glad) @y 3 dadl) o) ) duhall m5 clagiy cilagleal
L) Aoyl e e ¥ Leddl) saga of o aidS LS sagall 3aiad aled Y1 ilal) aay ddadll
Clalaadd Gaall agdl) DA e daaadls yaliall G A8 A (e 483 dibial i 8)8 o8 Jy o

(2023 (b bs) Al

Ao S Uhay) ol dagetall cligyg ) Ciblas il olsies (Zhu & Chen, 2022) iu) i
Gl dalas PIA e a8 Gouill Ay 3 ANy Gl Cp Jo il Lol Ctlsal) agd ) ¢ Jpand) A5
Cipniiall adine ) ety Y] e gaiiall (30 (500) Lealsi Ao o Auball Cigda ¢ lsal
ais SN Al 8o Crandinly ¢ omne cupnd mete o Auball Cade Ll claidl e g




agds Ll Axl) 8 Jnasal) " eyl Calalall o ) Ashall il cabiagis Sl Jlad) 290, (el
Ay cabaladll 13a o e aad€ LS o 1l dgeall Gals 5uS L ddlels ablin daeall daliall Allal)
il gaadl s ahlally Solull o5l s ) dealls 359 Clagleall aeedl JiE (e

(Zhu & Chen, 2022).‘;'9)353‘;1\

Ny Ao oxiliy Ada)al) ciligy; aa sl Joléi ' lsies (Cheng & Jiang, 2021) )y ciésa
Giig Bl ) el 8yl Jelal) disss 6BIA e p Al ST dalas ) <Cdpladl) dadlad)
S ey bl Cliggy ediue oo (450) Lealss die o duball cid (laall Akl
slafiv Blaf Craddinly ¢ aine zrgie lo Auhl) Cindie) duallall &g 5SIY) A5 jalia oDlas pains
Cilalial agh o 3l L) 350l & "Gavadal o ) duhall il cliagiy il aeal 39 7<)
Lible Oshas Shanll o e a8 LS ¢ Al Vsl Wil (668Y) laddl sa aalud) aSbus Juaal
Bas> Jilas (8 Lpags Taad Gy Len calatll dnageads atjedi Clisng) Jiss (1 abiall Lok

(Cheng & Jiang, 2021) . bl ) 30 3me jglats daadll

Ad)All ciligygy ggd raiadll delia b e lhaY) olSY) "(lgies (Moriuchi, 2021) du)s cioa

sy Jabe e Jaenll dahie 3 L5250 Cligng) 4uals (621 (gyonall poall las ) "Joaad) dds; B
Shac adine ) Gty ¢l el G (380) lealsd A o Aupl cids (Aiiad) )yl
e Ol Bal Cendinly (st diay mgia Glo dulall cadiel (680 Ay QY glaill cliaia
Ll 48lS yie deadll (e cildip 5asall JalSs o ) duhal) 25 cliagiy aadid) djad aa)
2l sy Lland Slad G Yl o e i€ LS LA Uanll L3 (30 (i S0 hmy el
CilalaaV) AHS aanl iy cugig W lebuy duwns by Job e Tas Bagal) (e dlalS dlayl oS0

(Moriuchi, 2021). Ja\Siag SHia) IS5 Jaeall 2aa30)

A3y (paddiall Loy Ciladaa dadai tcigagll L Olsi=(Ashfaq et al., 2020) 4. cios
Gl o Algiual Loy adlsy s IS8 30 jogla ) Cdasid) e3Sg aladiad (B haiud)
Oty ¢S] Lardll OIS eriiiss (g (350) lgwlsh die e duhall cibda ¢ elilaiaY) (ISH)
et Ol 8] Caardinly (st g e o Auhall el cuifl) e gl pdine )
delia 3 Ll V) Plelall Lea K500l 550ally cilagleall 53ga o () Al 3 calia gy bl
O 335 Cagag )l elal (& shaall o e i€ LS ¢ aiall ma dalaill (& hain] Lsig alall Ll

7|Page




Ula) eSats Loe o Lifteall Jualsill ol 5UES dluagl) s3a alaicy Se ST dlaaty Juenl)
b osSain Laa o ST adeass
(Ashfaq et al., 2020) . J< & jadl oYl

il gl e Yay ) 0 Aasind Qo dllgiuall Jead Al dilly il gdlpall Julas )
Blall Claie Sl aaine ) ety (el igaiidl) o (420) Lealst A e Auhl) b
Cilagiy bl aeal 39580 Gl Bl Craadinlg ¢ anse meie o duhll Cadiel dyg Sl
di oo il il Glalad) GlSaall L 33l Aoy aleall Slal 8 sl o ) Ayl il
939l (e dadall hLAL mguiag a2 ) daall dgals & Sl adaill O e i€ LS Slgina)
Olaszal Hlsall Alggusg aranaill Aol o S50 Canging Lo ceVoll eliy Ci¥glae (alea) I (5350 8

(Trivedi, 2019) .43l ~las

o Gl Jolal) A Lo lany) cligg Ul dlaiud) "ol (Adam et al., 2018) il i
ol Al iy afVgs uandl Loy e gyl bl i 1 5Skae 436 (e uld ) "R,
e Auhall adie) g S pladl) adine () Gy clisng )l oardie (e (280) lgalst due

I delin dsanll o ) Apal) il cibiagis . latiuly dilae duat sl Craadialy ¢ oaat mgie
el delidl) o) e i€ LSl <8 DISH Gl aghs Cigag sl 0b el Leie dulay) S
Baga <_A° daliay ‘;\i\m Ny il éﬁ)ﬂ\ Y laa ¢ Jaanllg ) O dudil) Beadll e i @yl

(Adam et al., 2018) .asl5 o)} & lly gabalal) Jlay)

ABLESTA) dualyd 1A g SIY) Biladl) (B Adiayal) cligyg, "Olyie: (Chung et al., 2017) duly o
die oAbl cida L oadtidl) dupan 3 85 Leaal) 53l A0gY) 2laY) amt ) Ll Bagall
Lahall condiel (JiIY) bl pSlginndl aaine (N gty cLiaslsSl adiise (10 (250) Lealsd
Wogn o S Anball il ciliagiy Gy ALl 8l Cuadiuly ¢ ALISI) hay zgie Sl
Gigsg e Lasal) ilasteal) 53sa of 0 28 WS cllad) 8 2aY) dalall culS Lagleall Jsaasll
Lae 4 piey dpand) a8 ) Bpile (sa5 2500 88y 8 jpeadll Gy cliapll Wlu) )

(Chung et al., 2017) .dwall slis laual L€ ilaa) lsdll paianall ool dnaal S




Lead ) Aol b edlaal) oWy gl by 1 SED | gaal)

CAilane A s edlenl) sliiad s B o Ulaal) slSM g8 " Glsin (2024) Glasdes Ay cina
g i) abiall Sleall 88 cVane i 3 elhal) oK) Clgal daalae Gaa uld
Slaill aaine ) Osei el Ghsidl e (450) lealst die e duball b L
Olsiind 8 Crandily ¢ lat Jdiag mgie Glo )l Ciadie) Lagendl dujall ASLedll b g S
pali (558 (S ISl a e ) sysally W1 gl of ) Al @it cleagiy g Y
a3 S 3 dalail 8 dwEl sasal) o e adS LS o Soludl oVoll Ve by B 50 duy
Al Bl Bl Jla 3 ehal) Sllee S5 Jaenll pe A8l Al oulu) el

(2024 (Glatlu 3gd ) Ula sl ol Langsy

A Ajlatll Aadlall o¥slly duig ASIY) dddd) Baga O ABNAl) "(lsins (2023) ae duly s
ol gl eyl Joail) Q& spealaally Loslill Ysl) bl Jalas ) ¢ cpuaganal) ¢ gasial)
b Opmiall wina ) Oysatty ¢ ulaiiil) (pSlgiuad) (ga (400) Lgalsi die e Al il L ddadl)
Cileagiy bl aand Ailiu 8130 Crendiulg ¢ oane mgie o Al Cadiel (agendl A el dSLed
Ny JSan 3 1yil V) (Dlalad) Lea "Enlasbeall ddlaadll s "G sl a1 of ) dulall il
A el 53sn C Lo Lyl BDe 3gag o i€ LS cilall sasall lliiall (gagand) cllgiall
Oalaall Slgidl gl Al el aaY) dish S8 Bl V) g ASA Jlugll e a3kl

(2023 o ay) Liis el

et Audys : Ag A ¥l Ao AU cilasdl) Baga S "olsins (2022) Shgdd) Al cbo
Yol ey b A il e Dnagall Glesdll il (uld ) CdSleal) B (5 gudl) clinl o
O3ty ¢ Bsntll it ariioss (10 (380) lealsi die e dubll iida L sagad) llgid) (ool
Craddinly ¢ S biag mgie o Auhl) cadiel L Lagendl dyjel) ASLad) & Cpisatiall adine )
Lot daslaall Joumgll Algguss "diil) Adgisall’ of ) Ll il Ciliagiy c bl aaad Gl 8l
o oo i€ WS L il g oyl lanal Gagmal) Jrand) Lagie Giny Gl sl oSl
IS Jliy Lae caily (Soba oYy ) Aanll) Laa)ll igas (3 pdle (S8 gt 48 Aalad)) 535a

(2022 «Ahgdd) sana ) . opedliall Jranll JU) b (10 Jagale




s " daenl) ¥y Uy e cliggll il Jo il 1" olsins (2022) paale) duds i
Ciada oYl selia o aanly duaell Aigp o 2l dianadsy b)) lsall "Aal 8k 24
Cuily) e Gfguiall aaine ) ety bl Lalal erdins (e (350) Lealsd due e )l
b clagis dxiluall Glld) aead e 83 Chadiuly (st ey mgie e duball cadel
Aaiiall ol Lt Tibale Ualyl (31 Aol dilaliin) 55 agdy dansly daanll Alalie o ) Aushyl
Dl dugale 2l Y (a5 BN paddll Jalaill 8 sagall o e adS LS cdilal) Al
Lol Lol (e 5u€ IS5 Hm Lo sag cdylaill Adlall alxivedd) ¥l Al el Joail Cgall L)l

(2022 cpdla) slowsa ) - eyl janiall

sYoll Jujaly addicall dyad Cpuad A o lba¥) M) 0 "Glgin (2021) Gradd) dulyy e
LY (535 8308 axdine da% I  pgads O A Cilaaledll (Sa (A pgd ) "Apladl dadlall
b Oismiial) aaina ) Osaity copgniiall (e (300) Lealst Ao oAbl cids L ADlIL (38,
e Gl 81 Crentinly ¢ oane g Glo Auhall Ciadie) dngandl dujal) ASlealls agll dilaidll
s (a @i Jpanll CDladil gaghy ciligng ) dagasll 5l o ) Al il ciliagsy il
bt e 3lly (g jadl mai 8 S Ganadill o e adS WS dagale (<8 #Yllg Lia )l
Liis diliae dady daltive oYy ABle ) Bple an dilae e 0 Dbyl Ll isad (B g

(2021 (graddl A& ) . Jsanll
sl Ao daildl) dasil) cpldl & Aasdl) Baga sladd ' lsies (Lim & Cho, 2021) L)y i

el (S jime 8 Vol ogal) daaal) sagal eld ale (ulie sk 1) e lilaal)
Cogutial) aaing ) (st (A€ laral) ariiine (34 (600) Lewlsd die e duhall ciiida ¢ sl

comlaa) el 35S0 ol 81 Caeadiuly (s mete o Auball ade) cul) e W
COlalail) eVl el Glianlag Glaslul E3S) Lea dnageadlly G ol S Ayl il cilea s
V) sl P Lilesleal) dlaall (e Jle (sl daenll @) o e i3S LS S 4 )
Apully dbual) Lt i) 45lly cajud (o Cagd O3 ell) dujan 1SSy jatiall cligll alie (e A5

(Lim & Cho, 2021)




glad A edlaall oYy Ao ASH) cligagyl) dasd Saga Lali "glsic (Zhu, 2021) 4wl i
$Daad) elagin) el A83, Cligs) 3 LY e U (Sobludly (gyieall Slall (eld ) "Aiasl)
gl e adine ) Osait ecmall Giseial) (1o (380) Loalsd A o Auhall cida el
b Cliagiy bl pead Glinl 830 Cleadiulg ¢ ae zgie Slo duball cadiel ¢ allad) 23505
il Sl Vll oliy 8 Dpdlaa Tydls Wal)) FSY) uaiall o "eDICad) da 385 o ) 4l
ans b gyl Andl) ehilly Jrand) CilaBigi o Bemd 3sa oo CadS WS adll ohal) IS 8
ialsinly el dsandl oV € lacal 3l e loal hatine lnsad Cingivns Lea Bagal) sla

(Zhu, 2021) i@ sk,

Cligag ) S5 i @ ediandl dasd Juinay A3y "olsins (Heller et al., 2020) dulp ciss
Al Zna) Ao Aopid) el las Jlan) 8 Jidiall gasill Lsdlie ) "Adlall BLIY) e
geina ) Gty «uSLial) (5o (500) Lealss A e Auhall Cida (oYl Cligine e olly
Oleiind B3l Caeadiny (oase at mgie o Auall Ciadie) sl daddyll Gladd) ceddie
2 il oS BlSlae o dpy Cigag sl Ay Basa o ) Al ml ciliagis cAailae dijadg
Jad) o Al dsag e s "delil) 535a" O o CabiS LS Jaaall ae ABa]) Aalind 23a
ibalall Lyl s 8 didalaial) A€A) 3500 gt Gum (Aaddll 8 (gl jeaiall Ll malil

(Heller et al., 2020) .4,all A3l jaal) oYl

o Al A s e¥sl o A Ayl claadl) Baga A "olsia (2020) Ahgdd) du)n i
ASledll 8 ASH 590 o adien Al abiall Bl G sasad) sl ddas ) "diagaad) salial
sl Ag FSNY) Bl adine ) sty ¢isuiial) (3o (300) lgalsh Ae e Al cinks
O Al il cliagiy Ukl aaad Gl 8l Caeadinly ¢ iy mgie Glo Luball el
sl dllginad) o e S LS ¢ ) oYl elid ughl) jaa Laa Jaladll 8 dlaadlly 35 al)
L5 (5355 lly deadd) Bagn sl Al julea€ AtV deyug 8 QLU (6 Daaal ey

(2020 Ahgdd) Ao ) -ailay et KG9 SN el e el LS5 £Ysll 335 ()




daafpa 1o lbal) oS jae B Juaad) diad "Olyie (Zaki & Neely, 2019) aulp <o
Gty e lihaall oS Gl oy @by ) dalell Gl (o8 s aa ) M Aiag Baialy
Ald) Glahall e S 23] ALLE dxale DA e Gl Ciida oYl a5 AL Jsee A3y
Craxdialg ¢ sl diag mgie Ao duball Cadiel cdaallad) dndilly 4 gudll Gigal) adina ) i
Olacal Y (ol o "SI pmdsll Jelal o) ) Al w8l ciliagiy ) das)e 8l
L dae Sl 35ag 8y e e @S LS Linglgi€all glada Jla & djlaall Adlall clidgl Slanll ol
Ny (3ad Glasal sDleall Algil) AS5Lal) R0 iy e llaal) oIS Al lajial B3sa G

(Zaki & Neely, 2019) .ilall daolxiuly 2aY1 Jish

: Afiay) feadlly Adilud) cilul) Aala

lele s 450l Sligsg)y dead Basa clslin Al cppdial) Aald) lubpal) sty (alpind PlA (e
Syl alies oY) ¢ ayl) Jeliall §gunga il Afinl) clalaiV] g s s iy codanll #Ys:
paanalll’ 3 alat b Gaxill (y93 (Lasilly depull) iaasl) Jeliall bl (il e CiSa (S S,
A8 Ll LS cllgival pa aa¥) Alish Al by & fise jariaS’ o)) chlaills jjeall el
aaly las ) 8 ALl aasiiadl Lyaty LS Aaddl) Baga cilpiia On Cimen A il
Agallee ) sl Al ans Al dfiagd) Boadll e Lo sty cga9andl adinall dpagad ely

Al 2l ol ) —Lagendl i) B dala Alaall Sl B 8 sendll sda sl
e (g9 aalll Loajll (b agan vie cilud) le] g G Maltiad) Yl e palall W
bl Glan cadde g o8y daae ) alall dllgiual) Joa3 of Bl Jelill dnal (e s
Clallitl we byl 038 daglse (30 ity JalSia 7 39wl DA (o (hpead) (il 138 2l A1)
cYail) (Sl Aol Ciliag wali o 585 dnale Allal Cind) zmias e ¢(gagmndl aainall dudd)ll

2030 45, (385 ASkaalls dip S jalial ¢ U b dejlcidl




sdyl) diSiia

J5hd Sy s AL L) 3 aa) &3 ) Al sgadll (g B Adlall Al jall 4S8 20
& Ol Lualina) gl pe L83l Sligsg ) Adlall Al yuledl) daclsa (520 Jsn (SR>
dals dllia oY) cddaal) duig S jalial) 8 bl odgl aulsl) SLEEY) (e a il L (s35mud (3gul
RETPVSIPPE K. PR A CPPRCH PXEN PRV - TS PR P S AW J [ [ PV RO - T
o Ll (s b Gandly A Aabil) sda aladiul Aadl) aBlgl) Jilatg aa) 8 ASER oliwg
OUA sl g 8 el el "de bl Al e (giie () desil dpadiil) Bubadagl algal) olas
U ial) Slawal) Ao Cagigll dae gimsa aBlsll 13 (andal e Auhall oda o)+ Saal) o])il)
G2 agh ) Ypemy cdipsall CLalfiY) Ge Tue @l cdllgind) gl Vsl JSE et o) aem 3

Asasaad) L) &l 8 AU 038 pSan ) < piiall

Laaal) sagn b "Ll Y aaan Al Lualall LYY Bya 8 AKEA) (eSS (Jaaia dra o

siblally (Ssladl Yol Cigise e Juaiio (S8 lgia JS fly (i)l Calalailly (dBaly cde yullS)
g SN il b Aaliall <Ll aaety Ayl dudyl) Al QB 6 L sagend) Jaaall (sl

Olas eDlanll cliin) 3 AU Llil) sagn Lo aalis ) 3l Gany (gyopdall (e a
Oreddinadl lilaind Jlaty am DA (e A5 s3g] (aam Al duball G (A L gyl
ALRLEN a8l a5 (o3 (S lsal) aranal Baga dsali (531 sall CalaSiul Cangs @llyg (Llae
ey Llla Laxdinal) LnglyiSill 5eliS Jon daaly dnale 45) Jigiu Lins AUSEA o3a dallas o)
Omy N L) A Bndl) a3y Lae cAandl i) oYl Cilaal (aiat 8 ddadl) \gieals

Aadgraal) dpjell dSlaall A Sigiall (e dadgiall ASoL) Cila il




il clahall o gl slaald

z £

g laag ciluall Calaal cus ¢ya Yol

S Cua tiaabl) )5l CSlgag Aiie oalS] alaal dgag ARl s Gabaiud DA e Laadl
SASA Al Cailsall e (2024 cglasks Audpas 2024 ¢ Slaadl Ay (i) Eiaad) bl
Jilas sai Zhu & Chen, 2022) (ie) daia¥) lahall Cigat) Lty cdongand) d5) 8 el

ANy et C alalall Lol Vg AangloSond) culpuriall

Gapal Jy LA dyae 2a3 A AV et sasa o e lelesa 8 cludl) sda Caraal adg
Gyl Laad )l bl Qs 3 alad) dheid Gleal 3l 55,

Lasdioaal) alslly maliall dun e 1Ll

S AlanY) alasiudy sl aeadll meidl lale (e ol ¢ oagiall gl Al clulyall cual
z¢wl) sa5 ¢ Ashfag et al., 2020)4uas 2023 cliae duly S (L) ClL cead duad)
Gun cdadioal Giliall (8 (Lo 20§ WS ASlall jalghall daylal dieedlal sl Aol dam (s3)
sl (9a] Gluh Ggadl La ¢ (2)dis @ladl) JiaS saaae dujee @il e cluhal) (s &)

2l aread A L) L) Sy el @lily 828 85 Lae (el (G guiiall agec &)
(DAY Yy GUBY) Aagl) il Gua (e s BIE

Slanall L "Clasbeall 3835 "lail) depd of Lo abls IS8 ciluhall cal: GUSY) dagl
el Y5 e Canall (S Y Lagipns Jallly el 535l laasiy)

e (2020-2019) A3V lubyall @S5 Laind ¢ daanll lislsl atif 3 oalall 5 DAY daf
" il el ) (2024-2021) aaY) cluhall casd bl adlaS "alaan) dlsgld
.;bﬁd\ Jbﬁj J.A&\ d:\}ja C«Y}S\ el ‘:é d.-.a._-td\ Laa 2\.1);33\ (abalig




2l daild s luslu

dupl) aalall -

aghall daa diaadl eVgy Liay (o ciligng l adtll Jelill i1 .(2022) sluse canly) -1
2 2220l (10 sl cdaibuay)
Al g lad eDlaall dedd A dalelil) Adayl) Cligeg; Ao cibaad L(2023) 8y55 ¢ Shajl
sr Gl daala cdojladl) gad) Aaa, (s35eull
Laall. Lplase Ly tedandl elaind 3055 & el el 0 .(2024) 263 ¢lads
22l (15 alaall Aoy aslall dual)
Adall eVsll 5u3as ardienall dujat Cpant (B elilaal) oISHI 550 1(2021) A4 ((grastl
cilapally Giganlt L jal) ddaall, )
oalidl e dlls Ay eVl e dug pSY) cleadll saga A (2020) o ¢ el
23 22l 24 aladl (Byl8Ylg AlaiBY) ddae. dagell
A aghel) daa 35 5 Yl o A laadll Baga 51 .(2022) 2esae ¢ el
R ELPPI|
Ofsuiiall (2l doylanll Adlall Vglly dig iSOy daxdd) 5aga g AN L(2023) ayy cdliae
A4 20l (5 alaall cdrad ) duigud) cludal) daa. g
B s Sy Vsl e Wl daadyll cleadll s3ea (2024) Ble ¢ SUasil
1 2aall (12 alaall ¢ Gugually

:dpia¥) aalall -

o- Adam, M., et al. (2()18). Al-based Chatbots in Customer Service and their
Impact on User Loyalty. Proceedings of the 20th ICIS.
10- Ashfag, M. (2020). I, Chatbot: Modeling the determinants of users’

satisfaction. Information & Management.




- Cheng, Y., & Jiang, H. (2021). Customer—chatbot interactions and brand
loyalty. Journal of Brand Management.

- Chung, K., et al. (2017). Chatbots in E-commerce: An Exploratory Study of
Quality and Satisfaction. International Journal of Retail.

- Heller, J. (2020). Automation and the future of customer service. Journal of
Service Research.

-Lim, 8., & Cho, M. (2021). Quality dimensions of Al-based service
encounters. Service Science Journal.

- Moriuchi, E. (2021). Al in the Retail Industry: The Role of Chatbots. Frontiers
in Psychology.

- Trivedi, J. (2019). Examining the factors of chatbot adoption in e-commerce.

Journal of Electronic Commerce.

- Yen, C., & Chiang, M. (2018). The impact of chatbot characteristics on

customer experience. Journal of Retailing.

- Zaki, M., & Neely, A. (2019). Customer Experience in the Era of Artificial
Intelligence. Journal of Service Management.

- Zhu, L., & Chen, J. (2022). The impact of chatbot's empathy on customer
trust. Journal of Interactive Marketing.

- Zhu, Y. (2021). The influence of smart robot service quality on customer

loyalty. International Journal of Retail Distribution Management.




Lapa) eyilad :lasl

La: ) Lyl Jsleall e ey DA (e dag ylaall ddinall IKEY) dallaa ) dallal) dud il e
ALl Al eSaal) oYy Sualy JSET b Ayl Cligng; desd Baga dladf Awli 2 jeull g
gl duual) ASlaal) & duig psty)

A0 Aabadil) LAY (e A sana (yenall J5lall 138 e

laalol) Aulelal) Loyl cligg) cled By Giwal ooilly oSl Cinagil) o L .
dadiall (paadal) ) Colaleill ecloslaall 483 ¢ ysall BlaiaV] Ayl 5oL 1A 05l
f Al cllgiuall Hlai dgag (e (sasmnall Goull 8 4 Sy g)lanll Cliaia ye

oty celpill JISE 8 Jiaiall Ssldl oVl tasii) (aB) oNgl (S (AL 20 g} ) -
Agagend) s S salid) Slae (5 (Lgadl) Aaaglly S LlsY) 4 il bl
TS leadl Cleals (o Ggading

) i 3 (a8 il () cle yull) Aaiall Lasdl) Baga slad adled (ga (1 Y

S g sl o3 ly cApagand) Aug S jalid) edae gal altiasall £Ysl ligise
€Yl 138 delia b SY (gguil

Laay) cligag ) dasd Saga slad (pe 2ad J<U Baudl) dadluvally dsadl) (i gY) dasda & L .
e o3 (sly cdpanll Aisddl Yl (gginay 5l (3 (Llsad) panadiy ol Calaledl) s
Piagad) daadll il 3 Dol LS JSYI jundl Jiay

CBEAL oYl Ciligiuay bl Jelinl Byga Jss eSleall ASIM) cfsdl) GALAS Ja .
& Al Gl ¢ alaill (gl dipenl) Sl 1) Aiglally dd)f pandl) aguailad
O(AS Aoyl Aada] aa casll Jalail) AES ¢ a8l (gl

Cilallas (g SA lgall s Basa Julae Gn Jany g8 el ) A8 Lua (S S
Y5 ADe ol Ay (M Adha) B3 Hae e VI Jeliall Jaga e e ¢(s35mnd) Jaaal
Y Aol Loniil i

Al sy S )« eslly oS Llesy chagyhaddl CLAN o3 e Aaiidl LSY ()
(e USJQ:\.\M d.\ “_\.m;ﬁ Z\:aa}a...d\ 2\:\.15):\53}{.\ _);tml\ L.%A 2\.&{)3]\ Quij cleaad SJ);j ‘;méa...ﬁj\

17|Page




eVoll obs A0 gad (gagmual) Jaaall 2588 Al djasall Gluall 2083 dnale 3oy daylA auy
AR

b pald A D05 s ) Alad) bl e (Lilase Lilias) caslaall oda Julas (DA (e
dgabalally LSl Nlgall Gy oelihaa¥) oSH &l LW Gn Edjeall sadll o)
Al aluagy Gl 1 Gl i e dia) Luale g Al drua pdiay s (Slgiall




